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Lampiran 1

1. Uji Validitas dan Reliabilitas

a. Kualitas Pelayanan (X1) 99 Responden

Uji Validitas

Correlations
Eill W3 [ W3 [ Wi [ Wt [ wE [ w7 [ wE [ we [ wi [ wmi [ Wiz [ w3 [ A
¥1 Paarson Coralaton N 0E 55 | 459 | % 316 %7 | a3 | it g | s | | 9z
Sig (2-tailed) 000 049 a0 | gm0 [ oo 001 003 000 008 oo | ooz | oot o0t
N £ £ £ £ 9 9 9 9 9 9 9 9 9 9
[¥12  Pearson Corraaban | 558 G 587 | 538 [T w0 | 975 a7 39 423 307 3 400
Sig (2-tailed) oo L) g oog ooo o4 oo oo oo oo ooz oo oo
[ 53 53 33 a3 £ a9 £ 9 9 £ 9 9 s ]
A3 Pearson Comelabon | 416 a7 1 ser [ 0s 5 436 ar ) e} ne | a8 | 287
Sig (2talled) 000 | 000 oo | ooo | ooo | oov| coo| ooo | oom | ooo| 02| om 07
N £ £ £ a9 £ £ 9 9 £ £ £ o £ £
W4 Peamon Comsiabon | 455 Eral [ see 58 7T a1 §5 | s | A | 3a3 | S0 | 418
Sig (ailed) 0a0 | o0 [ 00 goo | ooo| ooo| wcoo| wooo| wooo | gop| goo| ooo | oo
H ] @ @ 9 9 9 9 9 9 9 9 9 o o
W5 Paamon Coralabon | 459 53¢ [ 66 T e | 489 519 s | 509 585 521 71 EC)
Sig (2-tailed) 000 049 040 040 goo | wooo| ooo | oo | ooo| ooo | oop | pop | oof
N £ £ £ £ 9 9 9 9 9 9 9 9 9 9
[¥76  PaarsonCoraiabon | 325" | eas | 415 5 593 T e 500 | 457 528 25 567 506 73
Sig (2tailed) oo a0 a0 00 00 o0 oo oo oo oo oo oo oo
N 93 23 23 3 a3 EL] EL] 98 98 98 98 98 89 89
W7 Peamon Comeatan | 318 Tl TS T [ an T e [EIpll T 8 £ a8 £
Sig. (ailed) o oad oo ‘a0 ‘a0 oo oo oo oo oop ooe ooe oon
N a9 a9 93 kL] 98 98 98 98 98 88 88 88 88 88
¥@  Pearson Cormaiasan 27 s 38 531 519 530 48 Tl a5 | sar | sad 588 60s | 633
Sig (2-talled) 009 a0 ‘a0 a0 oo oo oo oo oo ooe ooe ooe ooe
N 9% 95 L] L 98 98 88 88 88 88 885 88 88 85
¥@  Paarson Cormaiasan T an a7 19 537 453 433 505 1 635 624 567 | 586 | 438
sig (2-tailed) 000 049 140 a0 | oo [ oo | goo | 000 ooo | oo | oop | pop | pom
N £ £ £ 9 9 9 99 9 9 9 9 9 9 9
110 Paarsan Corraiaban 7 S EEa 509" | s28 | e07 | a1 | 635 1 BaTT | 583 =37 554
Sig (2-tailad) 008 0ag 0ag ooo ooo ooo ooo ooo ooo oo oo oo oo
N 23 23 3 3 a3 33 L] L] 98 98 98 98 89 99
[ Pearson Correiatan | 4o | e23 an [Tl T [ On [Tl ICToll T L) 708~ | so8 |
Sig (ailed) oo ‘oan ‘a0 ‘a0 ‘a0 oo oo oo oo oo ooe ooe oon
N a9 a9 93 kL] kL] 98 98 98 98 88 88 88 88 88
¥12  Paarson Cormaiasan 308 E 220 389" 521 567 348 568 557 sas 48 1 a0 538
Sig (2-talled) 002 002 03 a0 a0 oo oo oo oo oo ooe ooe ooe
N 99 9% L) 9 98 98 98 88 85 85 85 88 88 85
¥13  Paarson Corralasan a1 oy N5 500" 571 506 asg 505 586 597 7g | ead 1 626
Sig. (2-tailad) om oag om oo oo oo oo oo oo oo ooe ooe cow
N 93 95 s 8 8 8 98 98 98 88 88 88 88 98
®.14  Paarson Corralation 7 400" E [T M7 473 B 533 436 564 508 535 626 1
Sip. (alled) o om0 o7 a0 oov | oo [ oo | goo | oo | ooo [ coe | oon | mom
[ 53 53 33 33 33 a9 % % 9 % % % s ] ] 5 5
115 Pearson Correiabon | 312 a0’ 268 286" 285 0g a0 o g 63 | s | a3ss | «48ss | a0 1| &5 | €83
Sig (2alled) 002 | 000 | 007 wooo| wgoo| oo 02| oo | wooo| oon | ooo| poo | oom | mom oo | oo
N £ £ £ a9 a9 £ 9 9 9 £ 9 o £ £ £ ] ]
W18 Peamon Comsiabon | 266 38 265° [IFy 367 [ a7 533 S | As1 | A0 | &2 | 44T | 413 | &1 )
Sig. (alled) 004 o oo a0 180 000 000 000 000 000 000 o0n oon £on £on £0a
N 99 9 L] 9 98 98 98 88 85 85 88 88 88 85 95 88 98
ol Paarson Corralatan SE0 65§ 554 738 788 735 812 748 750 m 87 a2 a8 7 683 664 1
Sig. (2-tailad) 090 ) oag oo oo oo oo L oo oo ooe ooe ooe cow cow con
N kL] L a3 3 3 98 98 98 98 88 88 88 88 88 98 58 53

. Corralation is significant atthe 0.01 lavel (2-tailad).
* Gomelation Is signficant at the 0.05 level {2-tailed).

Uji Reliabilitas

Case Processing Summary
N %
Cases Valid 99 100.0

Excluded? 0 .0
Total 99 100.0

a. Listwise deletion based on all

variables in the procedure.
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Reliability Statistics

Cronbach's
Alpha

N of Items

932

16

Item-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if Item Deleted | Total Correlation Deleted
x1.1 62.58 52.308 .500 .932
x1.2 62.60 51.570 .611 .929
x1.3 62.81 51.789 .534 .931
x1.4 62.79 50.128 .693 .927
x1.5 62.95 48.355 .719 .926
x1.6 62.72 49.858 .688 .927
x1.7 62.65 51.700 .556 .930
x1.8 62.66 50.758 711 .927
x1.9 62.71 50.944 714 .927
x1.10 62.75 49.905 .733 .926
x1.11 62.81 50.075 .752 .926
x1.12 62.83 50.042 .675 .928
x1.13 62.86 49.653 .738 .926
x1.14 62.96 49.345 .668 .928
x1.15 62.98 49.693 .622 .929
x1.16 62.77 51.343 .615 .929
b. Diversifikasi Produk (X2) 99 Responden
Uji Validitas
Correlations
x2.1 X2.2 x2.3 x2.4 x2.5 tx2
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x2.1 Pearson Correlation 1 714" .618™ 507" .503" 795"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99
x2.2 Pearson Correlation 714 1 .690™ 592" .594™ .852"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99
x2.3 Pearson Correlation .618™ .690™ 1 .664™ 578" .856™
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99
x2.4 Pearson Correlation 507" 592" .664" 1 737" .851"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99
x2.5 Pearson Correlation .503" .594* 578" 737" 1 817"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99
tx2 Pearson Correlation .795™ .852" .856" .851" 817" 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 99 99 99 99 99 99

**_Correlation is significant at the 0.01 level (2-tailed).

Uji Reliabilitas

Case Processing Summary

N %
Cases Valid 99 100.0
Excluded? 0 0
Total 99 100.0

a. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items
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.889

Item-Total Statistics

Scale Mean Scale Corrected Cronbach's

if Item Variance if | Item-Total | Alpha if Item

Deleted Item Deleted | Correlation Deleted
x2.1 15.88 5.006 679 876
X2.2 15.87 4.952 71 .857
x2.3 15.97 4.642 .760 .858
x2.4 15.94 4.486 741 .864
x2.5 15.82 4.987 716 .868

84




c. Kepuasan Nasabah (YY) 100 Responden

Uji Validitas

Correlations
y.1 ¥.2 ¥.3 v.4 y.5 y.6 ¥.7 v.8 v.9 y.10 ty
y.1 Pearson Correlation 1 447" 403" 425" a8 589" 452" 513 433" 5207 Ba1"
Sig. (2-tailed) 000 0oo 000 000 000 000 000 000 000 000
N L 99 99 99 9 23 23 aa a3 a3 a3
¥.2 Pearson Correlation 447 1 a5 arg” 409" 332" 400" 527 4047 445" 636
Sig. (2-tailed) 000 0oo 000 000 001 000 000 000 000 000
N 59 99 99 99 99 a9 a9 ag g g g
v.3 Pearson Correlation 403 415 1 B8 558 566" B447 658 B0 &16 761
Sig. (2-tailed) 0o 000 ooo 000 000 000 ooo 000 o0oo o000
N 99 99 99 99 99 a3 a3 g a3 a3 ag
.4 Pearson Correlation 428" E 668 1 543 458" 483" £027 475" 482" 708"
Sig. (2-tailed) 000 000 000 000 000 000 000 000 000 000
N 39 99 99 93 EE] 23 23 g a3 a3 ag
v.5 Pearson Correlation 385" 409" 555 5437 1 629" 5617 663 B15 6247 7847
Sig. (2-tailed) 000 000 0oo 0oo 000 000 000 000 000 000
N 33 99 99 99 9 23 23 a3 a3 a3 a3
y.6 Pearson Correlation 589" 337" 555 455" 629 1 599" 683" BBS 645 ELCR
Sig. (2-tailed) 000 001 0oo 000 000 000 000 000 000 000
N 99 99 99 99 99 a9 a9 a9 g g g
y.7 Pearson Correlation 4527 4007 5447 483" 5617 599" 1 768" 653" 689" 788"
Sig. (2-tailed) 0o 000 ooo ooo 000 000 ooo 000 ooo o000
N L 99 99 99 99 a3 a3 g a3 a3 a3
.8 Pearson Correlation EES 827 A58 5027 669 683" 768" 1 EGE 6707 B4g”
Sig. (2-tailed) 000 000 000 000 s 000 000 000 000 000
N 33 99 99 99 EE] 23 23 L a3 a3 a3
.9 Pearson Correlation 439" 4047 A0 475" 615 665 653 536 1 762" 785"
Sig. (2-tailed) 000 000 0oo 000 000 000 000 000 000 000
M 98 99 49 99 99 a9 a9 a9 g ag a9
y10  Pearson Gorrelation 5207 448 A6 4627 24" 646" 689" B0 762" 1 a11”
Sig. (2-tailed) 000 000 0oo 000 000 000 000 000 000 000
N 99 99 99 99 99 a9 a9 a9 a3 a9 a9
ty Pearson Correlation 631" 636 7617 705" 784" a0g” 788" 849" 795" 8117 1
Sig. (2-tailed) 0o 000 ooo ooo 000 000 000 ooo 000 o0oo
N 39 99 99 99 99 a3 a3 a9 93 93 3
** Correlation is significant atthe 0.01 level (2-tailed).
Uji Reliabilitas
Case Processing Summary
N %
Cases Valid 99 100.0
Excluded? 0 .0
Total 99 100.0

a. Listwise deletion based on all

variables in the procedure.
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Reliability Statistics

Cronbach's
Alpha N of Items
917 10
Item-Total Statistics
Scale Mean Scale Corrected Cronbach's
if ltem Variance if Item-Total | Alpha if Item
Deleted Item Deleted | Correlation Deleted
y.l 36.99 19.765 .600 913
y.2 37.16 19.606 532 919
y.3 37.04 18.672 684 .909
y.4 36.89 19.916 635 911
y.5 36.81 19.218 725 .906
y.6 37.01 18.663 749 .905
y.7 36.93 19.373 734 .906
y.8 36.86 18.980 .807 .902
y.9 36.95 19.416 744 .906
y.10 36.91 19.390 763 .905
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Lampiran 2

2. Uji Normalitas

Data

One-Sample Kolmogorov-Smirnov Test

Kualitas Div ersifikasi Kepuasan

Pelayanan Produk Nasabah
N 99 99 99
Normal Parameters?  Mean 66.96 19.87 41.06
Std. Deviation 7.561 2.705 4.859
Most Extreme Absolute 112 .196 134
Differences Positive 112 .188 121
Negative -.099 -.196 -.134
Kolmogorov-Smirnov Z 1.114 .765 1.331
Asy mp. Sig. (2-tailed) .167 .602 .058

a. Test distribution is Normal.

b. Calculated from data.

One-Sample Kolmogorov-Smirnov Test

Standardized
Residual
N 99
Normal Parameters@P  Mean .0000000
Std. Dev iation .98974335
Most Extreme Absolute .067
Differences Positive .046
Negativ e -.067
Kolmogorov -Smirnov Z .663
Asy mp. Sig. (2-tailed) 772

a. Test distribution is Normal.

b. Calculated from data.

Normal P-P Plot of Regression Standar«

Dependent VVariable: Kepuasan Nasab:

1.00
o=
o=
.75 - Mﬁﬁ?f
o
o
=
.25 | ﬁ
0.00
0.00 .25 .50 .75

Observed Cum Prob

87

1.00




Lampiran 3

3. Uji Asumsi Klasik
a. Uji Multikolinieritas

Variables Entered/Removed?

Variables Variables

Model Entered Removed Method
1 Diversifikasi

Produk, Kualitas Enter

Pelayanan®
a. Dependent Variable: Kepuasan Nasabah
b. All requested variables entered.

Model Summary®
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .2672 .071 .052 38.56871

a. Predictors: (Constant), Diversifikasi Produk, Kualitas Pelayanan

b. Dependent Variable: Kepuasan Nasabah

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10952.034 2 5476.017 3.681 .029p
Residual 142804.383 96 1487.546
Total 153756.417 98

a. Dependent Variable: Kepuasan Nasabah

b. Predictors: (Constant), Diversifikasi Produk, Kualitas Pelayanan

88




Coefficients?

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) .240 4.024 .060 .953
Kualitas
Pelayanan .030 .065 .045 .459 .647 .990 1.011
Diversifikasi
Produk .603 .223 .268 2.707 .008 .990 1.011
a. Dependent Variable: Kepuasan Nasabah
Coefficient Correlations?
Diversifikasi Kualitas
Model Produk Pelayanan
1 Correlations Diversifikasi Produk 1.000 .102
Kualitas Pelayanan .102 1.000
Covariances Diversifikasi Produk .050 .001
Kualitas Pelayanan .001 .004
a. Dependent Variable: Kepuasan Nasabah
Collinearity Diagnosticsa
Variance Proportions
Kualitas Diversifikasi
Model  Dimension Eigenvalue | Condition Index | (Constant) Pelayanan Produk
1 1 1.260 1.000 .35 .38 .01
2 1.031 1.106 .08 .02 .85
3 .709 1.333 .57 .60 .14

a. Dependent Variable: Kepuasan Nasabah
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Residuals Statistics?

Minimum Maximum Mean Std. Deviation N
Predicted Value -28.0076 27.8804 1.2707 10.57144 99
Residual -103.84495 81.38348 .00000 38.17313 99
Std. Predicted Value -2.770 2517 .000 1.000 99
Std. Residual -2.692 2.110 .000 .990 99
a. Dependent Variable: Kepuasan Nasabah
b. Uji Heteroskedasitas
Variables Entered/Removed?
Variables Variables

Model Entered Removed Method
1 Diversifikasi

produk, Kualitas Enter

Pelayanan®
a. Dependent Variable: RES2
b. All requested variables entered.

Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .1532 .023 .003 1.59366
a. Predictors: (Constant), Diversifikasi produk, Kualitas Pelayanan
b. Dependent Variable: RES2
ANOVA?

Model Sum of Squares df Mean Square F Sig.
1 Regression 5.817 2 2.908 1.145 .322b

Residual 243.815 96 2.540

Total 249.632 98

a. Dependent Variable: RES2

b. Predictors: (Constant), Diversifikasi produk, Kualitas Pelayanan
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.900 1.466 1.297 .198
Kualitas Pelayanan .035 .029 .164 1.202 .232
Diversifikasi produk -.120 .081 -.203 -1.489 .140
a. Dependent Variable: RES2
Residuals Statistics?
Minimum Maximum Mean Std. Deviation N
Predicted Value 1.1989 2.5802 1.8372 .24363 99
Std. Predicted Value -2.620 3.050 .000 1.000 99
Standard Error of Predicted
.160 .552 .262 .092 99
Value
Adjusted Predicted Value 1.0690 2.4444 1.8278 .25391 99
Residual -1.85457 6.19166 .00000 1.57731 99
Std. Residual -1.164 3.885 .000 .990 99
Stud. Residual -1.193 4.003 .003 1.010 99
Deleted Residual -1.95004 6.57442 .00946 1.64153 99
Stud. Deleted Residual -1.196 4.363 .010 1.033 99
Mahal. Distance .004 10.748 1.980 2.252 99
Cook's Distance .000 .330 .014 .040 99
Centered Leverage Value .000 110 .020 .023 99
a. Dependent Variable: RES2
Scatterplot
Dependent Variable: Kepuasan Nasabah
o
o
T ° o % o o °©
€ ° % o° ° Y
§ e @ D%Oo SO © g o O; o
ﬁ "] o o °© 03020 % ° [+ = oc o
_g o o o o o DOO o o ©
% o 0,2 ‘;%
@ o o (]
o o
-2 o

Regression Standardized Predicted Value
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c. Uji Regresi Linier Berganda
Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 diversifikasi
produk, kualitas Enter
pelayananb
a. Dependent Variable: kepuasan nasabah
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8652 748 742 2.46603

a. Predictors: (Constant), diversifikasi produk, kualitas pelayanan
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ANOVAZ

Model Sum of Squares df Mean Square F Sig.

1 Regression 1729.832 2 864.916 142.225 .00QP
Residual 583.805 96 6.081
Total 2313.636 98

a. Dependent Variable: kepuasan nasabah

b. Predictors: (Constant), diversifikasi produk, kualitas pelayanan

Coefficients?
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 3.100 2.268 1.367 175
kualitas pelayanan 405 .045 .630 9.078 .000
diversifikasi produk .546 125 .304 4.377 .000

a. Dependent Variable: kepuasan nasabah

4. Uji Hipotesis
a. Uji Hipotesis Secara Parsial (uji t)
Coefficients?
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 3.100 2.268 1.367 175
kualitas pelayanan .405 .045 .630 9.078 .000
diversifikasi produk .546 .125 .304 4.377 .000

a. Dependent Variable: kepuasan nasabah

93




5. Uji Koefisien Determinasi

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8652 .748 742 2.46603

a. Predictors: (Constant), diversifikasi produk, kualitas pelayanan
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Lampiran 4

Rekapan Data Kuesioner Responden

X1
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23

X2
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22
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20

18

17
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16
17
18
19
20
21

22
23
24
25
26
27
28
29
30
31

32

33
34

35

36
37

38
39
40

98



41

42

43

45

46

47

48

49

50
51

52
53
54
55
56
57
58
59
60
61

62
63
64
65

66
67
68
69
70
71

72

73
74
75
76
77
78
79
80

99



81

82

83

84
85
86
87
88
89
90
91

92

93

94
95

96
97
98
99

100



